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Guest Service Appraisal in the Hospitality Industry 
Objective of the Study 
• Measure the performances of Golden Tour London 
• Evaluate the need for training of the employees 
• Evaluate the strategies for resources allocation in the firm 
• To diagnose the strengths and weaknesses of the individuals 
Definition of Terms 
What is Guest Service? Guest services in the hospitality industry is the art of providing guests with information and services to make them comfortable in their quest or adventure. It involves creating comforts for the guests by the employees (Tanaji, 2015). Thus, a guest service agents listen to the guests and accommodate their needs. The guest service is surrounded by lots of complexities with so many irrational demands from customers, high turnover, difficult stations and fewer number of employees to attend to large number of customers, thus making the position difficult to manage (Murphy et al., 2013). 
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Definition of Terms 
What is Appraisal? Appraisal is the systematic evaluation of employees’ personality and performances by the manger or supervisor. The evaluation is usually against some predefined standard, technical know-how, and skills which are required for developing a successful career in the industry (Bath, 2019). Appraisal is done to identify inherent qualities and competencies of an employee, as well as the abilities for future growth in the organization niche. The objective of an appraisal is to ascertain that the value of an employee aligns with that of the business. 
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Sector within the Hospitality and Tourism Industry Golden Tour is in the Travel and Tourism sector of the Hospitality industry. 
Golden is London’s leading sightseeing company and is part of the Gray Line Worldwide association 
What they are Known For? 
• Golden is London’s leading sightseeing company and is part of the Gray Line Worldwide association 
• It is known for rewarding loyal customers with Gift voucher 
What they are known 
• A gift voucher grants the recipient the freedom to choose from an extensive array of exceptional tours and unforgettable day trips. 
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Gift certificate from Golden Tour 
• Sightseeing tours- includes full and half day trips in 
and around London 
• Open top bus tours – offered a choice of panoramic 
and hop on hop off options. This includes evening 
options as well. 
• Warner Bros. Studio Tour London - offered daily 
hourly departures to the Studio's on a branded 
double decker Bus. 
• Evening entertainment – includes cruise on the river 
Thames or theatre tickets with dinner options. 
• Day trips and city breaks – to Edinburgh, Lake District, 
Liverpool and more. 
Products and USP 
• Private and shared Transfers – to and from airports and ports 
• Attractions Tickets – to all major tourist attractions in London and beyond. 
• Groups Department – assist in planning guest vacations with tailor-made itineraries. 
• Presence of an online portal with live availability and instant confirmation. 
• Offered XML and white label solutions. 
Products and USP 
Strategies for Appraising Guest Service Experience(s) 
This guest service appraisal will cover areas of guest services such as 
• communication, 
• Attitudes 
• Job knowledge, 
• Training All of which are ingredients that can leave a good experience with the guests. 
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Communication 
• An exceptional guest services includes effective communication in which ideas are related clearly to the guest without any form of misinformation and misrepresentation. According to Lukanova (2010), communication in guest services must be tactful, concise and clear for it to help the guests in making decisions and getting informed. 
• Furthermore, Yuzbasioglu and Seyitoglu (2015), accentuate that the communication should be done in a respectful way with the aim of establishing relationship with the guest and making them feel comfortable. Good communication is also pertinent for interpersonal skills and good relationship with other employees. It is also pertinent that the communication present the information as a whole and reports the necessary information to the guest and the other employees. 
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Attitude 
A good attitude is a prerequisite for successful career in the hospitality industry, as such, it is one of the most important traits required of any employees in the industry. The ability to remain positive at all times and be ready to render help are traits of good attitudes. A good attitude is so crucial to the job performance that focusing attention in this area is important for the performance appraisal. Positive outlook, positive mindset and enthusiasm are required of professional demeanors in the travel and tour industry, the enthusiasm of a tour employee can help other employees to keep their enthusiasm Kuo and Hsiao (2013). 
Job Knowledge 
Efficient Guest services requires that the employees keep up with the trends in the industry and able to adapt to the new innovative means of getting the task done, it is thus imperative for the staffs to have adequate job skills and adequate knowledge about their work. Subpar work due to lack of knowledge and skills will drive a potential customer away (Kuo and Hsiao, 2013). Demonstration of job knowledge on a daily basis is thus a must. 
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Training 
For an exceptional guest service, the staff must be professional enough to accommodate the different types of customers from various walks of life, this involves matching the objectives of each guest with that of the hotel. Tasks like this can only be achieved through constant training of the employees to acquire more knowledge and be informed about the trends in the environment and also to have deeper understanding of the socio-cultural differences existing in the industry. Also, professional training is crucial for career advancement, it is a sure way to hone expertise and enhance specialized and generic skills about the profession. For guest service representative to be successful, she or he must fully utilize all the available learning opportunities and training for skill improvement and performances enhancement, this will ultimately demonstrate commitment to the job. 
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Service Quality 
Quality guest service is an experience of feeling valued or heard (Lukanova, 2010). At times, it constitute the intangible components of guest satisfaction and explains why a clients may prefer one hospitality provider over another or a tourism over the other. Quality services in the hospitality industry is an essential factor which often plays a significant role in the success of a tourism business. Satisfying the ever-increasing demands of customers in the tourism and achieving business profitability both depends on the quality of the services render by a firm. 
Researchers have shown that guest satisfaction in the hospitality industry is driven by services factors such as staffs’ attitude, the pacing and the manner in which the services were rendered. A study conducted by Al-Ababneh (2013), reported higher revenue by firms in the industry is closely associated with higher customers satisfaction. It further reported that services played a more pertinent role than both location and price in the purchasing decision of the guests. 
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Service Quality In Golden Tour 
SERVQUAL technique will be used to compare Customer perception of quality against customer expectations in Golden Tour: Reliability: Golden Tour has been consistent in delivering of the services it promised. If there will be any alteration to the advertised program or change in dimension which would affect the quality of guests experience, the company will email all the guests to inform them of the changes, with this strategy, customers expectations are always met consistently. 
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Service Quality In Golden Tour 
Assurance: knowledge and courtesy of staff and their ability to convey trust and confidence Staffs in the Golden Tour travel have been reported to operate with unusual characteristic of confidence which they transfer to the guests they are serving. The high-level of self-esteem within the workforce is infectious. Customers can’t stop their admiration of level of confidence in the employees of the firm. 
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Service Quality In Golden Tour 
Tangibles: Though the company has amazing staffs with high level of self-esteem and appearance, the business lack a world-class structure and facilities to give its clients and unforgettable experience. The facilities are of standard quality but they can’t add a ‘wow’ factor neither can they provide a thrilling experience outside the ordinary. 
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Service Quality In Golden Tour 
Empathy: The employees within the firm are always professional and have high interpersonal skills for relating with their clients. They pay considerate attention to their all their clients. This is more evident in their slogan “every customer is a star”. The business is customer- centric and devote lots of efforts in satisfying the needs of the customers. 
Service Quality In Golden Tour 
Responsiveness: As a customer-centric organization, the employees of Golden Tour are always ready to lend a helping hand to the customer and provide prompt service and information as requested by the customer. The company has a 24/7 customer support service to attend to complaints and enquiries of the customers 
Service Settings In Golden Tour 
The Golden is a customer-centric organization which place more emphasize on the satisfaction of the guest through its employees who are highly skilled in the field. The business invested on its staff training and empowerment to enhance the skills and attitudes of its workers towards work, which led to better understanding of the workplace practices, increased the self-esteem of the staff, confidence and morale. 
Service Delivery Systems in Golden Tour 
• Cast – Staffs who are saddled with the 
responsibilities of providing the quality 
customer service 
• Setting – environmental features which can 
provide a good customer experience 
• Process- A pivotal support for both the 
employee and physical environment 
Service Delivery by the Organization 
Service Delivery by the Organization 
Service delivery by the Golden Tour London is usually in a professional manner. The company reportedly claimed to “have carried over 10 million guests from hundreds of countries around the world.” (Golden Tour, 2019.) Value for money, informative guides and luxurious travel are guaranteed by the company’s policy 
Your Appraisal............. i 
Quality Service 
Service Theme: Golden Tours always look to create a unique theme for each activities or events they organized. A statement of purpose that intently conveys a unified service message and align with the purpose of the organization and customer expectation. 
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Quality Service 
Service Standards: Golden Tours are known for translating the service theme into actionable item by setting organizational and employee parameters for decision making. It also prioritize the details of service delivery which allow consistent measurement of its service delivery 
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Your Appraisal............ii 
Tactics and Strategies of Golden Tours 
22/10/2019• Align the cast with the service theme 
• Treat the Cast as Guest 
• Provide the Cast with clear defined and measurable 
behavioral guidelines 
• Constantly reward behavior that supports a customer first 
attitude 
• Communicate expected behavior 
Your Appraisal 
Service Delivery.......... iii 
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• Golden Tours focus more on the way staff deliver 
services to internal/external customers 
• Create a customer first environment 
• Develop service standards 
• Develop a service theme 
Conclusion 
• Golden Tour placed much emphasizes on Human resource management which ensured that only 
qualified staffs are employed. The HR of the business is critical in evaluating subordinates’ 
performances, strengths and development needs. It also provides constructive feedback and takes 
appropriate and timely action with marginal or unsatisfactory performers. 
• The firm also developed adequate measures for initiating changes, adapting to necessary changes 
from the old methods when they are no longer practical. They are also pragmatic in identifying 
new methods and generating improvement in facility’s performance. Strategies such as surveys 
and questionnaire are major ways in which the company is using to learn about advances in the 
industry and to adopt the changes where necessary. 
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Findings 
The interweaving of all the quality service elements in Golden Tour 
London, helped create a seamless customer service experience. 
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